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³VRFLDOO\HQDEOHG´FROODERUDWLRQV\VWHPVDUHJHQHUDWLQJFRQVLGHUDEOHLQWHUHVWIRUERWKUHVHDUFKHUVDQGSUDFWLWLRQHUV
KRZHYHU WKHUHDUH VWLOOXQFHUWDLQWLHVDERXW WKHLU VXFFHVVIXODGRSWLRQDQGDSSURSULDWLRQ2QHRI WKHSUREOHPV LV
WKDWWKHERG\RIUHVHDUFKWKDWGLUHFWO\RULQGLUHFWO\H[DPLQHVWKHDGRSWLRQRI(&6LVFXUUHQWO\IUDJPHQWHGZLWKIHZ
LQGHSWKHPSLULFDOFDVHV7KHVWXG\SUHVHQWHG LQ WKLVSDSHU LVSDUWRIDZLGHUPXOWLGLVFLSOLQDU\ UHVHDUFKSURJUDP
H[DPLQLQJFROODERUDWLRQV\VWHPVDQGWKHHPHUJLQJGLJLWDOZRUNSODFH7KHVWUHDPRIZRUNUHSRUWHGLQWKLVSDSHULV
GLUHFWHG WRZDUGV LQYHVWLJDWLQJ VRFLRWHFKQLFDO FKDQJH DQG WKH DGRSWLRQ DSSURSULDWLRQ DQG XVH RI (&67KH VWXG\
H[DPLQHV WKHFKDOOHQJHV WKDWFRPSDQLHVDUH IDFLQJGXULQJ WKHDGRSWLRQRI(&6DQG WKHVWUDWHJLHVDQGDSSURDFKHV
WKH\ WDNH WR DGGUHVVLQJ WKHVH FKDOOHQJHV ,Q WKLVSDSHUZHSUHVHQW WKH ILQGLQJVRI WKH ILUVW VWDJHRI WKHZRUN WKH
LGHQWLILFDWLRQ DQG FODVVLILFDWLRQ RI (&6 DGRSWLRQ FKDOOHQJHV 7KURXJK DQ LQGHSWK DQDO\VLV DQG V\QWKHVLV RI WKH
H[WDQWOLWHUDWXUHDQGWULDQJXODWLQJFRPSDQ\LQWHUYLHZVRXUUHVHDUFKREMHFWLYHVDUHWRLLGHQWLI\WKHFKDOOHQJHVWKDW
RUJDQL]DWLRQV H[SHULHQFH GXULQJ WKH SURFHVV RI (&6 LQWURGXFWLRQ DQG LL WR FODVVLI\ WKH LGHQWLILHG FKDOOHQJHV DQG
XQGHUVWDQG WKHLU LPSOLFDWLRQV IRU (&6 DGRSWLRQ 7KH RXWFRPH LV DQ DQDO\VLV DQG FODVVLILFDWLRQ RI (&6 DGRSWLRQ
FKDOOHQJHV7KHSDSHULVRUJDQL]HGDVIROORZV,QWKHQH[WVHFWLRQZHSURYLGHDEULHIRYHUYLHZRIWKHUHVHDUFKGHVLJQ
DQGDQDO\VLVPHWKRGV7KLV LV IROORZHGE\ WKHSUHVHQWDWLRQRI WKHGHULYHGFODVVLILFDWLRQDQG WKHGLVFXVVLRQRI WKH
ILQGLQJVDQGWKHLULPSOLFDWLRQVIRUIXWXUHZRUN
5HVHDUFKGHVLJQ
7KHVWXG\DGRSWVDQLWHUDWLYHLQWHUSUHWLYHDQGTXDOLWDWLYHUHVHDUFKDSSURDFKDQGXVHVDTXDOLWDWLYHPHWDDQDO\VLV
PHWKRG WRdiscover key challenges that companies face when introducing their enterprise collaboration systems
7ZRPDLQGDWDVRXUFHVDUHXVHGL WKHDFDGHPLFOLWHUDWXUHRQ(66(&6DQGLLFRPSDQ\LQWHUYLHZVWRWULDQJXODWH
WKHILQGLQJVGHULYHGIURPWKHOLWHUDWXUH7KHVWXG\LVRUJDQL]HGLQWRWKUHHSKDVHVDVVKRZQLQ)LJXUH
)LJXUH5HVHDUFKVWHSV
Phase 1: Initialisation FRPSULVHV DQ H[WHQVLYH VHDUFK DQG DQDO\VLV RI WKH DFDGHPLF OLWHUDWXUH RQ HQWHUSULVH
FROODERUDWLRQV\VWHPV)ROORZLQJWKHDSSURDFKRI+XIIZHEHJLQZLWKDEURDGVHDUFKRIWKHWRSLFRI(&6ZLWKWKH
YLHZWKDWDGRSWLRQFKDOOHQJHVPD\EHHQFRXQWHUHGLQDOOW\SHVRIVWXG\QRWMXVWWKRVHIRFXVLQJVSHFLILFDOO\RQ(&6
DGRSWLRQ'DWDEDVHVLQFOXGLQJ6SULQJHU/LQN,(((;SORUH'LJLWDO/LEUDU\$&0'LJLWDO/LEUDU\(PHUDOG,QVLJKW
6FLHQFH'LUHFWDQG*RRJOH6FKRODUZHUHVHDUFKHGXVLQJFRPELQDWLRQVRIVHDUFKWHUPVVXFKDV³VRFLDOVRIWZDUH´³H
FROODERUDWLRQ´³ZHE´³HQWHUSULVH´³VRFLDOEXVLQHVV´³FROODERUDWLYHVRIWZDUH´³HQWHUSULVHVRFLDOVRIWZDUH´
³HQWHUSULVHFROODERUDWLRQV\VWHP´³DGRSWLRQ´HWF WRSURYLGHDFRUSXVRISULPDU\DUWLFOHV$VQRZEDOOWHFKQLTXHWR
OLWHUDWXUHVHDUFKLQJZDVWKHQDSSOLHGWR LGHQWLI\DGGLWLRQDOUHOHYDQWDUWLFOHVIURPWKHUHIHUHQFHOLVWVRI WKHSULPDU\
DUWLFOHV,QSDUDOOHOZLWKWKHOLWHUDWXUHVHDUFKFRPSDQ\PLQLFDVHVLWHVZHUHVHOHFWHGDQGLQWHUYLHZVDUUDQJHGIRUWKH
FROOHFWLRQRIWULDQJXODWLQJGDWD,WZDVDSUHUHTXLVLWHWKDWWKHVHOHFWHGFRPSDQLHVKDGLQWURGXFHGDQ(&6DQGZHUH
ZLOOLQJWRVSHDNRSHQO\DERXWWKHLUH[SHULHQFHVDQGWKHDGRSWLRQFKDOOHQJHVWKH\KDGH[SHULHQFHG
Phase 2: Data Analysis LV D TXDOLWDWLYH LQGHSWK OLWHUDWXUH DQDO\VLV WR LGHQWLI\ DQG FDWHJRUL]H (&6 DGRSWLRQ
FKDOOHQJHV7KLVSKDVHZDVRUJDQL]HGLQWKUHHVWHSVWZRF\FOHVRIOLWHUDWXUHDQDO\VLVDQGFRGLQJWRFODVVLI\WKH(&6
DGRSWLRQFKDOOHQJHVIROORZHGE\LQWHUYLHZVLQWKHWZRFDVHVWXG\FRPSDQLHVWRUHILQHWKHFODVVLILFDWLRQDQGFDSWXUH
DQ\DGGLWLRQDOFKDOOHQJHV
3KDVH
,QLWLDOLVDWLRQ
3KDVH
'DWD$QDO\VLV
3KDVH
,QWHUSUHWDWLRQ
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$QDO\VLVRI
FDWHJRULHVVXE
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,QPhase 3: Interpretation and Explanation WKHLGHQWLILHGFKDOOHQJHVDUHWKHQGHVFULEHGLQGHWDLODQGH[HPSODU\
VFHQDULRVGHYHORSHGWRH[DPLQHHDFKFKDOOHQJHDQGWKHZLGHUWKHRUHWLFDODQGSUDFWLFDOLPSOLFDWLRQVDUHFRQVLGHUHG
'DWDDQDO\VLVDQGILQGLQJV
7KH DLP RI WKH ILUVW FRGLQJ F\FOH LV WR JHQHUDWH D SUHOLPLQDU\ FRGH WDEOH FRQWDLQLQJ WKH DGRSWLRQ FKDOOHQJHV
LGHQWLILHGIURPWKHOLWHUDWXUHDQDO\VLV(DFKDUWLFOHZDVUHDGDQDO\]HGDQGFRGHGXVLQJDQRSHQFRGLQJDSSURDFK
)ROORZLQJ VHYHUDO FRGLQJ LWHUDWLRQV WKH RXWFRPHV RI WKH ILUVW FRGLQJ F\FOH UHVXOWHG LQ D FRGH FDWDORJXHZLWK 
GLVWLQFWLYHFRGHV%DVHGRQWKHVHRSHQFRGHVDVHFRQGFRGLQJF\FOHXVLQJSDWWHUQFRGLQJHVWDEOLVKHGPHDQLQJIXO
FDWHJRULHVDQGVXEFDWHJRULHVRIWKHLGHQWLILHGFKDOOHQJHV7RDFKLHYHWKLVVLPLODUFRGHVDUHDVVHPEOHGWRJHWKHUDQG
WKHPDWLFFRGHVGHYHORSHG:KHUHQHFHVVDU\FRGHVRIWKHILUVWFRGLQJF\FOHZHUHUHILQHG)LYHDGRSWLRQFKDOOHQJH
DUHDVZHUHLGHQWLILHGculturebusiness/ operationtechnology in usebenefitsDQGattitude/ behavior HDFKRIZKLFK
FRPSULVHVDJURXSRIFKDOOHQJHW\SHVDQGVXEW\SHVDVVKRZQLQLQ)LJXUH
)LJXUH&ODVVLILFDWLRQRI(&6DGRSWLRQFKDOOHQJHV
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7RFRQILUPWKHFRGHVLGHQWLILHGIURPWKHOLWHUDWXUHDQDO\VLVDQGWRLGHQWLI\DGGLWLRQDOFRGHVVHPLVWUXFWXUHGIDFH
WRIDFHLQWHUYLHZVZHUHFRQGXFWHGZLWKSUDFWLWLRQHUVLQFOXGLQJWKH&(2DQGDNH\XVHULQWZRWHFKQRORJ\VWDUWXS
FRPSDQLHV7KH FRGHV IURP WKH OLWHUDWXUH DQDO\VLVZHUH FURVVUHIHUHQFHGZLWKGDWD IURP WKH FRPSDQ\ LQWHUYLHZV
7KUHHDGGLWLRQDOFKDOOHQJHVZHUHLGHQWLILHGIURPWKHLQWHUYLHZWUDQVFULSWVWKDWZHUHQRWIRXQGLQSUHYLRXVVWXGLHV
WKHVH DUH Insufficient understanding of relevance Overload Growing complexity ,Q )LJXUH  WKH WKUHH QHZ
FKDOOHQJHFRGHVLGHQWLILHGIURPWKHLQWHUYLHZVDUHPDUNHGZLWKDQDVWHULVN,QWKHIROORZLQJVHFWLRQVZHGLVFXVV
DQGSURYLGHH[DPSOHVIRUHDFKRIWKHILYHFKDOOHQJHDUHDVDQGWKHLUVXEW\SHV1RWHGXHWRSDJHOLPLWFRQVWUDLQWVZH
FDQQRWLQFOXGHUHIHUHQFHVIRUDOOWKHOLWHUDWXUHDQDO\]HGDQGSURYLGHRQO\NH\H[DPSOHUHIHUHQFHVLQ7DEOHV
3.1. Challenge area: Culture 
7KHILUVWFKDOOHQJHDUHDLGHQWLILHGLVCulture7DEOHFRQWDLQV WKHGHVFULSWLRQVRI WKHFKDOOHQJHW\SHVDQGVXE
W\SHV LGHQWLILHG DQG DVVLJQHG WR WKLV FKDOOHQJH DUHD&XOWXUH FKDOOHQJHV DUH RUJDQL]DWLRQDO FKDOOHQJHV WKDW FDQEH
WUDFHG EDFN WR WKH FRUSRUDWH FXOWXUH EHLQJ VKDSHG E\PDQDJHPHQW EHKDYLRU DQG DWWLWXGHV DVZHOO DV WKH FXOWXUDO
YDOXHVDQGQRUPVWKDWH[LVWZLWKLQWKHFRPSDQ\
7DEOH7\SHVDQGVXEW\SHVRIWKHFKDOOHQJHDUHDCulture
&XOWXUH
7\SHRIFKDOOHQJHDQGGHVFULSWLRQ 6XEW\SHRIFKDOOHQJHDQGGHVFULSWLRQ
Missing commitment from the 
executives
0DQDJHUVGRQRWVXSSRUWWKH
V\VWHP¶VDGRSWLRQDQGXVDJHE\
HLWKHUQRWHQJDJLQJZLWK
HPSOR\HHVRUE\PLVWUXVWLQJWKHP
Low acceptance
0DQDJHULDODVVXPSWLRQWKDWHPSOR\HHVPLVXVHWKH(&6$VDFRQVHTXHQFHDGRSWLRQ
DQGXVDJHPD\EHKLQGHUHGE\WKHODFNRIPDQDJHPHQWVXSSRUW 
Low support: 
7KHPDQDJHPHQWGRHVQRWSURSHUO\SURPRWHDQGHQFRXUDJHWKHHPSOR\HHVWRXVHWKH
(&6
Insufficient understanding of relevance
$OWKRXJKWKH(&6KDVEHHQLQWURGXFHGWRPHHWFHUWDLQGHPDQGVWKHPDQDJHPHQW
DVFULEHVRQO\OLWWOHUHOHYDQFHWRLWVXVH
Values and norms impeding 
change: 
7KHFRPSDQ\XQZLWWLQJO\VWLFNV
WRROGZRUNSUDFWLFHVDQGLV
XQZLOOLQJWRFKDQJHDQGDGDSW
WKHP
Ingrained processes: 
,IDV\VWHPKDGQRWDSSHDUHGDVSDUWRIWKHHQWHUSULVH¶VGDLO\ZRUNIORZEHIRUHLWPD\
EHGLIILFXOWIRUWKHFRPSDQ\WRUHPHPEHUFKDQJHV
Resistance to changes: 
/RZZLOOLQJQHVVWRHPEUDFHWKHV\VWHPLQGLVFXVVLRQGXHWRIHDURIFXOWXUDO
FKDQJH
7ZR GLIIHUHQW &XOWXUDO FKDOOHQJH W\SHV ZHUH LGHQWLILHG Missing commitment from the executives LV ZKHUH
PDQDJHUVGRQRWHQJDJHZLWKHPSOR\HHVRUPLVWUXVWVWKHPDQGWKXVGRQRWVXSSRUWWKHLUDGRSWLRQDQGXVDJHRIWKH
(&6 ,QVWDQFHV RI WKLV W\SH RI FKDOOHQJH DUH Low acceptance Low support DQG Insufficient understanding of 
relevance7KHVHFRQGFKDOOHQJHZHLGHQWLILHGLVValues and norms impeding change,ZKLFKDGGUHVVHVGLIILFXOWLHVLQ
RYHUFRPLQJ LQJUDLQHGZRUN SURFHVVHV DQG WKH UHVLVWDQFH WR FXOWXUDO FKDQJHZKLFKPD\ EH LQLWLDWHG E\ WKH (&6
EHLQJ LQWURGXFHG 7KLV W\SH RI FKDOOHQJH KDV WZR DVVRFLDWHG VXEW\SHV Ingrained processes DQG Resistance to 
changes
3.2. Challenge area: Business/ Operation  
7KHVHFRQGDUHDRIFKDOOHQJHVLGHQWLILHGLVBusiness/ Operation.&KDOOHQJHVLQWKLVDUHDFDQEHDWWULEXWHGWRERWK
LQHIIHFWLYH DQG LQHIILFLHQWXVHVGXH WRRSHUDWLQJZLWKRXW FOHDU DQG VXLWDEOH VSHFLILFDWLRQVREMHFWLYHV UHJDUGLQJ WKH
(&6 SURMHFW DV ZHOO DV PLVVLQJ RU SRRU JHQHUDO ZRUN PDQDJHPHQW 7KLV FKDOOHQJH DUHD LQFOXGHV ILYH GLIIHUHQW
FKDOOHQJHW\SHVInappropriate project goalsLack of specific project goalsMissing alignment of structuresLack of 
processes DQG Overload 7DEOH  VKRZV WKH GHVFULSWLRQV RI WKH FKDOOHQJH W\SHV DQG VXEW\SHV LGHQWLILHG DQG
DVVLJQHGWRWKLVFKDOOHQJHDUHD

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7DEOH7\SHVRIWKHFKDOOHQJHDUHDBusiness/ Operation
%XVLQHVV2SHUDWLRQ
7\SHRIFKDOOHQJHDQGGHVFULSWLRQ
Inappropriate project goals
0LVDOLJQPHQWRISURMHFWJRDOVDQGHQWHUSULVHJRDOV
Lack of specific project goals
$ODFNRIVSHFLILFSURMHFWJRDOVPD\OHDGWRWKHDVVXPSWLRQWKDW(&6XVHGRHVQRWOHDGWRZDUGVIXOILOOLQJJRDOVDQGWKXV
SRVVLEO\WRORZPRWLYDWLRQ
Missing alignment of structures
2UJDQLVDWLRQDOKLHUDUFK\VWUXFWXUHDQGWKHVRFLDOVRIWZDUHDSSURDFKIRUPDSRRUPDWFK
Lack of processes
$ODFNRISURFHVVHVZKLFKPDSGDLO\ZRUNSUDFWLFHVWRWKHV\VWHP¶VFDSDELOLWLHVPD\PHDQWKDW(&6XVHDUHVHHQDV
DGGLWLRQDOEXUGHQ
Overload
(PSOR\HHVPD\EHRYHUZKHOPHGZLWKZRUNIRUFLQJWKHPWRVHWSULRULWLHV7KH\PD\OLNHXVLQJWKH(&6EXWWKH\DUH
RWKHUZLVHHQJDJHGVRWKDWWKH\IRUJHWDERXWLWRUKDYHOLWWOHWLPHWROHDUQKRZWRXVHLW
3.3. Challenge area: Technology in use 
&KDOOHQJHVRIWKHDUHDTechnology in useGHDOZLWKWKHKDQGOLQJDQGPDQDJHPHQWRIZRUNDQGZRUNLQJZLWKWKH
(&6 WHFKQRORJ\ LWVHOI 7KLV LQFOXGHV SHUVRQDO DGRSWLRQ KXUGOHV GXH WR IRU LQVWDQFH PLVVLQJ DZDUHQHVV DQG
NQRZOHGJH DERXW WKH QHZO\ LQWURGXFHG (&6 SRRU TXDQWLW\ TXDOLW\ DQG RUJDQL]DWLRQ RI WKH (&6 FRQWHQW DQG
LQIRUPDWLRQPDQDJHPHQWSURFHVVHVDVZHOODVSRRULQWHJUDWLRQRIWKH(&6LQWRWKH,7DQGZRUNHQYLURQPHQW7DEOH
VKRZVWKHGHVFULSWLRQVRIDOOFRGHVDVVLJQHGWRWKLVFKDOOHQJHDUHD

7DEOH7\SHVDQGVXEW\SHVRIWKHFKDOOHQJHDUHDTechnology in use
7HFKQRORJ\LQXVH
7\SHRIFKDOOHQJHDQGGHVFULSWLRQ 6XEW\SHRIFKDOOHQJHDQGGHVFULSWLRQ
Ineffective content
/DFNRIDQDGHTXDWHDPRXQWRI
FRQWHQWDQGRUQRIUHTXHQWO\XSGDWHG
FRQWHQWDVZHOODVFRQWHQWRIORZ
UHOHYDQFHLPSHGLQJ(&6XVDJH
Lack of activity
7KH(&6DQGLWVFRPSRQHQWVODFNDFWLYHHQJDJHPHQW$VDUHVXOWWKHFUHDWHGFRQWHQW
PD\QRWEHDFFHSWHGRUHYHQZRUVHWKHV\VWHPPD\QRWEHNHSWDOLYH 
Low quality: 
&RQWHQWHGLWHGLQDZLOOIXOGHVWUXFWLYHPDQQHUWRLQFOXGHLUUHOHYDQWLQIRUPDWLRQ
YDQGDOLVPRUFRQWHQWWKDWLVVXEMHFWWRLPPHQVHXQFRQWUROOHGJURZWK$VDUHVXOW
WKHFRQWHQWPD\QRWEHUHXVHGDGGYDOXHRUHPSOR\HHVPD\HQFRXQWHUSUREOHPVLQ
WHUPVRIQDYLJDWLRQRULHQWDWLRQDQGVHDUFK
Low competence: 
0LVVLQJVNLOOVWRXVHWKH(&6
Uncertainties about social software usage: 
(PSOR\HHVZKRDOUHDG\XVHVLPLODUVRFLDOVRIWZDUHWRROVGXULQJOHLVXUHWLPHPD\EH
XQVXUHDERXWKRZWRXVHWKHPLQDFRUSRUDWHFRQWH[W
Low ECS skills, knowledge, and experiences: 
0HQWDORYHUORDGRIWKHXVDJHRIWKH(&6GXHWRPLVVLQJ,7VNLOOVNQRZOHGJHDQG
H[SHULHQFHV
System inefficiencies: 
/RZDZDUHQHVVDERXWWKHV\VWHP¶V
H[LVWHQFHDQGGLIILFXOWLHVWRFRSHZLWK
DQXPEHURIGLIIHUHQWWRROVDQG
V\VWHPVDVZHOODVWKHJURZLQJ
DPRXQWRIFRQWHQW
Poor management of multiple tool/system usage
,IDFRPSDQ\PDNHVXVHRIDVHWRIGLIIHUHQWVRFLDOVRIWZDUHWRROVDQGRUV\VWHPV
HPSOR\HHVZLOOSRVVLEO\EHXQFHUWDLQDERXWZKHQWRXVHZKLFKWRRORUV\VWHPIRU
ZKLFKSXUSRVHV
Low awareness about the system’s existence: 
(PSOR\HHVGRQRWNQRZDERXWWKHH[LVWHQFHRIWKH(&67KLVPD\EHGXHWRPLVVLQJ
FRPPXQLFDWLRQDQGPDUNHWLQJDFWLYLWLHV
Growing complexity:
:LWKWKHJURZLQJQXPEHURIXVHUVDQGGDWDVWRUHGLQWKH(&6WKHV\VWHP¶V
FRPSOH[LW\LQFUHDVHVZKLFKEULQJVLQFUHDVLQJO\GLIILFXOWFRRUGLQDWLRQDQGGHFUHDVLQJ
184   Clara S. Greeven and Susan P. Williams /  Procedia Computer Science  100 ( 2016 )  179 – 187 
FOHDUQHVVDERXWLQFRUSRUDWHGFRQWHQWDQGSURFHVVHV
Misuse of time and computing 
resources:
(PSOR\HHVVSHQGLQJWRRPXFKWLPH
XVLQJWKH(&6DQGWKXVPLVXVLQJ
FRPSXWLQJUHVRXUFHV

)RXUGLIIHUHQWFKDOOHQJHW\SHVZHUHDVVLJQHGWRWKLVFKDOOHQJHDUHD7KHILUVWGHDOVZLWKSRRUFRQWHQWTXDQWLW\DQG
TXDOLW\ZKLFKPD\ OHDG WR ORZDFFHSWDQFHRI WKH(&6DQGRUTXHVWLRQDEOHXVHIXOQHVVRI WKH(&6DQG LWVFRQWHQW
Ineffective content'XHWRGLIIHUHQWGLUHFWFRQVHTXHQFHVWKLVFKDOOHQJHW\SHLVVSOLWXSLQWRWZRVXEW\SHVLack of 
activityDQGLow quality
7KHVHFRQGW\SHRIWKLVFKDOOHQJHDUHDGHVFULEHVPLVVLQJFRPSHWHQFHLQXVLQJWKH(&6Low competence7KLV
PLVVLQJ FRPSHWHQFH FDQ KDYH GLIIHUHQW PDQLIHVWDWLRQV LQ WKH WZR VXEFKDOOHQJHV LGHQWLILHGUncertainties about 
social software usageDQGLow ECS skills, knowledge, and experience
7KHWKLUGW\SHRIFKDOOHQJHDGGUHVVHVSUREOHPVWKDWFDQEHWUDFHGEDFNWRWKHLQFUHDVLQJFRPSOH[LW\RIWKH(&6DQG
WKH SRRU FRPPXQLFDWLRQ RI DQG DGKHUHQFH WR D GHILQHG SRVLWLRQ RQ WKH UROH RI WKH (&6ZLWKLQ WKH HVWDEOLVKHG
FRUSRUDWH ,7 HQYLURQPHQW System inefficiencies 6XEFKDOOHQJHV DVVLJQHG WR WKLV FKDOOHQJH W\SH DUH Poor 
management of multiple tool/system usageLow awareness about the system’s existenceDQGGrowing complexity
7KHIRXUWKDQGODVWFKDOOHQJHW\SHRIWKLVDUHDLVMisuse of time and computing resources
3.4. Challenge area: Benefits 
&KDOOHQJHV RI WKLV DUHD DGGUHVV WKH TXHVWLRQDEOH EHQHILWV RI XVLQJ DQ (&6 ZLWK SHUFHLYHG GLVDGYDQWDJHV
RXWZHLJKLQJ WKH SHUFHLYHG DGYDQWDJHV RI LW 7DEOH  VKRZV WKH FRGHV DQG GHVFULSWLRQV DVVLJQHG WR WKH %HQHILWV
FKDOOHQJH DUHD )RXU GLIIHUHQW FKDOOHQJH W\SHV ZHUH LGHQWLILHG IRU WKLV FKDOOHQJH DUHD 7KH ILUVW GHDOV ZLWK WKH
SHUFHSWLRQRIWKHGLVSURSRUWLRQDOO\KLJKZRUNORDGUHTXLUHGIRUXVLQJWKH(&6Perceived costs7KLVFKDOOHQJHW\SH
LVVSOLWXSLQWRWKHWKUHHVXEFKDOOHQJHVHigh time exposureHigh effortDQGProductivity killer
7KHVHFRQG W\SHHQFRPSDVVHV WKHFKDOOHQJHVPrivacy concerns DQGPoor anonymity7KHVHFKDOOHQJHVKDYH LQ
FRPPRQWKDWHPSOR\HHVDUHODFNLQJPHFKDQLVPVWRSURWHFWWKHLUSHUVRQDOLQIRUPDWLRQDQGRUDJDLQVWSHUVRQDOKDUP
Perceived lack of protection 7KH W\SHV Sense of missing rewards DQG Sense of loss of power DUH WZR IXUWKHU
FKDOOHQJHW\SHVRIWKLVDUHD
7DEOH7\SHVDQGVXEW\SHVRIWKHFKDOOHQJHDUHDBenefits
%HQHILWV
7\SHRIFKDOOHQJHDQGGHVFULSWLRQ 6XEW\SHRIFKDOOHQJHDQGGHVFULSWLRQ
Perceived costs
1RWUHFRJQL]LQJWKHEXVLQHVVYDOXH
EXWIRFXVLQJRQWKHZRUNORDG
High time exposure:
7KHLQGLYLGXDOSHUFHSWLRQWKDWXVLQJWKH(&6LVWRRWLPHFRQVXPLQJ
High effort: 
7KHLQGLYLGXDOSHUFHSWLRQWKDWXVLQJWKH(&6UHTXLUHVDORWSHUVRQDOLQLWLDWLYH
Productivity killer: 
7KHLQGLYLGXDOSHUFHSWLRQWKDWWKHXVDJHRIWKH(&6GHFUHDVHVWKHRYHUDOO
SURGXFWLYLW\
Perceived lack of protection
3HUFHSWLRQWKDWXVLQJWKH(&6
ODFNVSURWHFWLRQRIWKHSHUVRQDO
SULYDF\DQGVHQVLWLYHLQIRUPDWLRQ
Privacy concerns: 
(PSOR\HHVPD\EHUHOXFWDQWWRFRQWULEXWHDQGVKDUHFRQWHQWZLWKLQWKH(&6GXHWR
VHQVLWLYLWLHVWRWKHRSHQQHVVRIWKHVKDULQJHQYLURQPHQW7KH\PD\EHXQZLOOLQJWR
SXEOLVKFRQWHQWLQDFRQWH[WSRVVLEO\EHLQJYLHZHGE\DZLGHUDXGLHQFHRIWKH
FRPSDQ\
Poor anonymity
$QRQ\PRXVFRQWHQWFUHDWLRQDQGHGLWLQJPD\EHSURKLELWHGZLWKLQWKH(&67KH
ODFNRIDQRQ\PLW\PD\UHVXOWLQFRQFHUQVUHJDUGLQJWKHKDUPRIRQHVHOIWKH
FRPSDQ\RUMXULVGLFWLRQ
Sense of missing rewards
$VFRQWHQWFDQXVXDOO\EHHQ
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ZULWWHQRUHGLWHGE\DQ\ERG\
HPSOR\HHVPD\VHQVHDPLVVLQJ
UHFRJQLWLRQRIWKHLUDXWKRUVKLS
Sense of loss of power
6KDULQJRQH¶VRZQNQRZOHGJH
ZLWKLQWKH(&6PD\EHHYDOXDWHG
DVDODWHQWORVVRILQIOXHQFH
3.5. Challenge area: Attitude/ Behavior 
,Q FRQWUDVW WR WKH FKDOOHQJH DUHDCulture WKH FKDOOHQJH DUHDAttitude/ Behavior DGGUHVVHV LQGLYLGXDO DQG QRW
RUJDQL]DWLRQDO OHYHO FKDOOHQJHV (PSOR\HHV PD\ VKRZ LQIOH[LELOLW\ UHJDUGLQJ WKH XVH RI D QHZ V\VWHP PD\ QRW
SURSHUO\FROODERUDWHZLWKLQWKHV\VWHPIRUYDULRXVLQGLYLGXDOFKDUDFWHULVWLFVDQGDWWLWXGHVRUJLYHRQO\OLWWOHSULRULW\
WR(&6XVH7DEOHVKRZVWKHGHVFULSWLRQVRIDOOFRGHVDVVLJQHGWR WKLVFKDOOHQJHDUHD7KUHHGLIIHUHQWFKDOOHQJH
W\SHVRIFKDOOHQJHVZHUHDVVLJQHGWRWKLVFKDOOHQJHDUHD7KHILUVWFKDOOHQJHW\SHRIWKLVDUHDLVDYRLGDQFHRI(&6
XVHDVDOWHUQDWLYHV\VWHPVRUZRUNSURFHGXUHVQRWLQFOXGLQJWKH(&6DUHSUHIHUUHGInflexibility7KHFKDOOHQJHVWKDW
FDQEHFODVVHGZLWKWKLVW\SHDUHReliance on other systemsDQGReluctance to learn another system
7DEOH7\SHVDQGVXEW\SHVRIWKHFKDOOHQJHDUHDAttitude/ Behavior
$WWLWXGH%HKDYLRU
7\SHRIFKDOOHQJHDQGGHVFULSWLRQ 6XEW\SHRIFKDOOHQJHDQGGHVFULSWLRQ
Inflexibility
7KHXQZLOOLQJQHVVWROHDUQ(&6
XVHDQGWKHUHOLDQFHRQRWKHU
V\VWHPVGXHWRURXWLQHZRUN
SUDFWLFHVOD]LQHVVRUWKHSHUFHLYHG
ODFNRIEHQHILWVRIWKH(&6
Reliance on other systems
(YHQLIDQHZV\VWHPLHWKH(&6PD\ILOODJDSHPSOR\HHVPD\UHO\RQRWKHU
V\VWHPVSRVVLEO\HYHQRQQRQVRFLDOEXVLQHVVVRIWZDUHGXHWRURXWLQHZRUN
SUDFWLFHVRUSULYDF\FRQFHUQVIRULQVWDQFH 
Reluctance to learn another system: 
(PSOR\HHVGRQRWZDQWWROHDUQDQRWKHUV\VWHPLHWKH(&67KLVPD\EHMXVWLILHG
E\DODFNRIWLPHRUWKHGHVLUHWRGRVR
Ineffective collaboration 
processes:
7KHFROODERUDWLRQSURFHVVZLWKLQ
WKH(&6LVFRPSOLFDWHGE\
LQGLYLGXDOEDUULHUVWRDSSURSULDWH
DQGXVHRWKHU¶VFRQWHQWDQGWR
FRQWULEXWH
Reluctance to modify other’s content
8QZLOOLQJQHVVWRHGLWDGGVRPHWKLQJWRVRPHRQHHOVH¶VFRQWHQW
Low self-confidence
(PSOR\HHVPD\ODFNVHOIFRQILGHQFHUHVXOWLQJLQHLWKHUQRWFRQWULEXWLQJRUWKH
KHVLWDWLRQWRDFWLYHO\DVNRWKHUVIRUFRQWULEXWLRQV
Avoidance of other’s content and knowledge
2WKHUHPSOR\HHV¶FRQWHQWLVDYRLGHG,WLVUDWKHUUHFUHDWHGLQVWHDGRIUHXVHG7KLV
EHKDYLRUPD\EHH[SODLQHGE\WKHIHDURIWKHXQNQRZQRUWKHRYHUHVWLPDWLRQRI
SHUVRQDOFDSDELOLWLHV1RW,QYHQWHG+HUHV\QGURPH
Employees underperforming
(PSOR\HHVPD\EHWHPSWHGWRXQGHUSHUIRUPLQFROODERUDWLYHVLWXDWLRQVGXHWR
KDUGO\PHDVXUDEOHRXWSXWRIWKHLQGLYLGXDOFRQWULEXWLRQIUHHULGHUHIIHFW
Little priority of FROODERUDWLRQ
(PSOR\HHV¶SHUFHSWLRQWKDWXVLQJ
WKHV\VWHPLVQRWSDUWRIWKHLUSDLG
ZRUN


$QRWKHU W\SH RI FKDOOHQJH RI WKLV FKDOOHQJH DUHD IRFXVHV RQ SHUVRQDO KXUGOHV LQ HIIHFWLYHO\ DSSURSULDWLQJ DQG
DFWLYHO\ XVLQJ WKH(&6 Ineffective collaboration processes7KHVH KXUGOHVPD\EH SURYRNHGE\ WKH UHMHFWLRQRI
RQH¶VRZQRUDQRWKHU¶VFRQWULEXWLRQDVZHOODVE\WKHRSHQQDWXUHRIWKHFROODERUDWLRQWHFKQRORJ\7KHFKDOOHQJHV
Reluctance to modify other’s content Low self-confidence Avoidance of other’s content and knowledge DQG
Employees underperformingZHUHDVVLJQHGWRWKLVFKDOOHQJHW\SH7KHODVWFKDOOHQJHW\SHRIWKLVFKDOOHQJHDUHDLV
Little priority of collaborationZKHUHHPSOR\HHVGRQRWVHHXVLQJWKH(&6DVSDUWRIWKHLUQRUPDOZRUN
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7KHRFFXUUHQFHRI WKHLGHQWLILHGFKDOOHQJHVLV OLNHO\WREHKLJKO\FRQWH[WGHSHQGHQW+RZHYHUERWKFDVHVWXG\
FRPSDQLHVUDWHGWKHFKDOOHQJHV³/DFNRIVSHFLILFSURMHFWJRDOV´³/DFNRIDFWLYLW\´³/RZTXDOLW\´³/RZVXSSRUW´
DQG³+LJKHIIRUW´DVKLJKO\VHULRXV
&RQFOXVLRQVDQGIXWXUHZRUN
7KHDGRSWLRQDQGDSSURSULDWLRQRI HQWHUSULVHFROODERUDWLRQ V\VWHPV LVSUHVHQWLQJRUJDQL]DWLRQVZLWKD UDQJHRI
FKDOOHQJHV ,Q WKLV VWXG\EDVHGRQD UHYLHZRI WKHH[WDQW OLWHUDWXUHDQGFRQILUPLQJ LQWHUYLHZVZHFODVVLILHG WKHVH
FKDOOHQJHV LQWR ILYH DUHDV &XOWXUH %XVLQHVV 2SHUDWLRQV 7HFKQRORJ\ LQ 8VH %HQHILWV DQG $WWLWXGH %HKDYLRU
:KLOVWPDQ\RIWKHFKDOOHQJHVVXFKDVORZPDQDJHPHQWFRPPLWPHQWDQGXVHUV¶UHVLVWDQFHWRFKDQJHPD\DULVHZLWK
WKHLQWURGXFWLRQRIDQ\QHZEXVLQHVVLQIRUPDWLRQV\VWHPWKHUHDUHRWKHUFKDOOHQJHVWKDWDUHVSHFLILFDOO\SUREOHPDWLF
ZLWK(&6)RUH[DPSOHLQHIIHFWLYHFRQWHQWLQWKH(&6LVDPDMRUSUREOHPWKURXJKlack of activityZKLFKUHVXOWVLQ
QRW HQRXJK XVHDEOH FRQWHQW RU ZKHUH FRQWHQW H[LVWV LW LV RI low quality PDNLQJ WKH V\VWHP LQHIIHFWLYH DQG
XQGHVLUDEOH WR HPSOR\HHV 3RRU SURFHVVHV DQG VWUXFWXUHV LPSHGLQJ DGRSWLRQ LV HVSHFLDOO\ QRWLFHDEOH ZLWK (&6
HPSOR\HHVXVXDOO\KDYHPDQ\DOWHUQDWLYHV WR WKHQHZV\VWHP HJ HPDLOSUHYLRXVJHQHUDWLRQVRIJURXSZDUHHWF
UHTXLULQJ FOHDUO\ GHPRQVWUDEOH EHQHILWV IURP WKHLU DGRSWLRQ RI WKH QHZ V\VWHP 'LHKO HW DO  IRXQG WKDW
FRPSDQLHVLQWKHLUVWXG\RI(&6DGRSWLRQKDGRQO\UHDOLVHGH[SRVWWKDWWKH\KDGEHHQVLWXDWHGLQDFXOWXUDOFKDQJH
VFHQDULRZLWKWKHLU(&6LPSOHPHQWDWLRQ:LWKWUDQVDFWLRQDOV\VWHPVVXFKDV(53V\VWHPVDGRSWLRQLVDOPRVWDOZD\V
PDQGDWRU\ ZKHUHDV XVH RI DQ (&6 LV YHU\ RIWHQ YROXQWDU\ ,I FOHDU REMHFWLYHV VWUXFWXUHV DQG WUDLQLQJ DUH QRW
DYDLODEOH WKHQ XVHUV KDYH WKH RSWLRQ WR QRW XVH WKH (&6 PDNLQJ WKH FKDQJH PDQDJHPHQW SURFHVV HYHQ PRUH
HVVHQWLDO
$VVWDWHGDWWKHRXWVHWWKLVVWXG\LVSDUWRIDZLGHUUHVHDUFKSURJUDPH[DPLQLQJ(&6DQGVRFLRWHFKQLFDOFKDQJH
7KURXJKWKHGHYHORSPHQWRIWKHDGRSWLRQFKDOOHQJHVFODVVLILFDWLRQZHDOVRLGHQWLILHGWKDWVXFKFKDOOHQJHVDSSHDUDW
GLIIHUHQW VWDJHV LQ WKH DGRSWLRQ SURFHVV DQG WR GLIIHUHQW VWDNHKROGHU JURXSV 7KLV VSDWLRWHPSRUDO DVSHFW RI (&6
DGRSWLRQLVWKHVXEMHFWRIRXUVHFRQGVWXG\FRPELQHGZLWKDQH[DPLQDWLRQRIWKHVWUDWHJLHVWKDWFRPSDQLHVXVHWR
DGGUHVV (&6 DGRSWLRQ FKDOOHQJHV$ OLPLWDWLRQ RI WKH H[LVWLQJ OLWHUDWXUH RQ(&6 DGRSWLRQ LV WKDW WKHPDMRULW\ RI
VWXGLHV DUH FURVVVHFWLRQDO FRQGXFWHG DW D VLQJOH SRLQW LQ WLPH 7R JDLQ ULFKHU LQVLJKWV LQWR WKH DGRSWLRQ DQG
DSSURSULDWLRQRI(&6UHTXLUHV LQGHSWK ORQJLWXGLQDO FDVH VWXGLHV WKDW IROORZ WKHHQWLUH DGRSWLRQSURFHVV IURP WKH
GHFLVLRQWRDGRSWWKURXJKWRWKHSRVWLPSOHPHQWDWLRQFKDQJHSKDVH
5HIHUHQFHV
6FKXEHUW3:LOOLDPV637KH&RQFHSWRI6RFLDO%XVLQHVV2[\PRURQRU6LJQRID&KDQJLQJ:RUN&XOWXUH"WK%OHGH&RQIHUHQFH-XQH
%OHG6ORYHQLD
/HRQDUGL30+X\VPDQ06WHLQILHOG&(QWHUSULVH6RFLDO0HGLD'HILQLWLRQ+LVWRU\DQG3URVSHFWVIRUWKH6WXG\RI6RFLDO7HFKQRORJLHVLQ
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